
 

 
Program Manager – Accommodation and Initial Support  
 
 

Status: Up to 76 hours per fortnight or as outlined in the contract of employment 

Level: Level 7  

Salary Range: $97,812.00 to $101,902.32 + super + salary sacrifice option 

Reports to: Executive Manager – Client Services 

Direct Reports: Coordinator of Welcome and Initial Support Services 

Accommodation Team 

 
WHO WE ARE 
 
Why do we exist? 
 
Our purpose 
 
Multicultural Australia exists to create a welcoming, inclusive, and economically stronger 
community.  This is an agenda shared with many others.  Our part is to ensure that new 
Queenslanders are included, skilled and thriving.  We are passionate about promoting positive 
conversations about inclusion.  
 
Our Vision 
 
A trusted Queensland not-for-profit, creating welcome and inclusion for new Queenslanders.  
Exceeding stakeholder expectations by delivering exceptional services, working with others to solve 
big issues and driving innovative projects that make a real difference.   
 
Our Values 
 
We are fiercely committed to human rights and demonstrating our values in our daily work.  We 
show up for one another, we are faithful to our client’s aspirations and we solve problems by finding 
the Third Way.  We are ethical and strive for impact.  We pride ourselves on being an organisation 
with the grit needed to effect real change.  
 

What do we do? 
 
Multicultural Australia delivers settlement services to refugees, migrants, international students and 
people seeking asylum in Queensland, while advancing a diverse, inclusive and multicultural 
community.  

TEAM OVERVIEW 

 

The Humanitarian Settlement Program (HSP) provides settlement support and Case Management 
to newly arrived humanitarian entrants by creating opportunities to develop their skills and 
knowledge to achieve social and economic well-being in their new communities. The Welcome and 



 

Initial Settlement Services team along with the Accommodation team provides strategic and 
operational services to newly arrived Queenslanders under the Humanitarian Settlement Program. 
The primary purpose of this team is to provide welcome, safety and security to clients under the 
program, while ensuring they are linked with essential services and appropriate housing options to 
ensure a smooth transition to life in Australia.  
 

HEALTH, SAFETY & WELLBEING FUNDAMENTALS 

 
Multicultural Australia employees are considered safety leaders and are expected to contribute to a 
culture that supports health, safety and wellbeing of all staff, clients and stakeholders.   
 

 We will all take appropriate action to prevent harm. 

 We will never accept or condone work practices that impact on the health, safety and 
wellbeing of others. 

 When identifying risk, we will mitigate where possible and report where appropriate.  

 
QUALITY MANAGEMENT 
 
Multicultural Australia are committed to quality assurance and continuous improvement.  Everyone 
as part of their role must: 
 

 Comply with policies, systems and procedures.  

 Actively participate in identifying opportunities to improve our work.  

 Communicate, clarify, commit to, and contribute to quality initiatives.  

 
SELECTION CRITERIA 
 
Qualifications, licences and probity 
 
1. Possession of tertiary qualifications or substantive work experience in: 

 

a. The field of business, supply chain and logistics management, occupational therapy or 
human services.  

b. Other relevant qualifications (including overseas qualifications) or experience may be 
recognised. 

 

2. Valid Queensland Driver’s License 
3. Possession of, or willingness and eligibility to obtain a Blue Card (Working with Children 

Suitability Card in accordance with the Commission for Children and Young People and Child 
Guardian Act 2000), 

4. Police Clearance Check. 
 

Essential Skills/Experience  
 
1. Logistics experience working within a humanitarian or human services client-centered 

environment 
2. Strong understanding of or willingness to obtain knowledge related to Queensland Residential 

Tenancy Legislation, housing specific issues relevant to refugee or vulnerable client cohorts and 
working with English as a second language client cohorts; 

3. Outstanding verbal and written communication skills including report writing and working 
knowledge of Microsoft Office applications; 

 



 

Desirable Skills and/or Experience 
 
1. Previous experience in a leadership role working with diverse teams in a dynamic client-centred 

environment; 
2. Ability to draw on lived experience of settlement for refugees and migrants to convey empathy 

and understanding to clients in the delivery of high quality housing and initial settlement 
services; 

3. Passion and commitment to providing capacity building to individuals and teams in a friendly 
and participatory style; 

4. Proven ability to work within an energetic environment and achieve program milestones and 
service deliverables; 

5. Experience managing innovative process improvement to streamline and maximise efficiencies 
across a range of systems and people centered activities; 

6. Strong decision-making and prioritising skills to balance client-centered goals with organisational 
objectives and contribute to shared agendas across a diverse range of programs and 
stakeholders; 

7. Demonstrate innovative thinking and change management skills; 
8. Dynamic relationship-building skills and ability to maximise stakeholder relationships both within 

Multicultural Australia and externally within partner and government organisations; 
9. Ability to shape, contribute to and foster Multicultural Australia’s organisational culture; 
10. Passion to work within and build knowledge of the multicultural sector supporting refugees, 

asylum seekers and other newly arrived Queenslanders; 
 
 

 
Duties 
 
1. Strategic thinking across the humanitarian settlement space including working with newly arrived 

communities and community leaders to identify gaps and development effective responses and 
solutions to achieve settlement goals; 

2. Lead and mentor team members across two service delivery areas – Accommodation and 
Welcome and Initial Support Services - in the delivery of high quality, agile and culturally 
appropriate support to newly arrived clients; 

3. Oversee the coordination of airport arrivals, accommodation, and essential appointments for 
clients to achieve settlement goals and milestones; 

4. Supervise, mentor and support individuals and teams to achieve goals, drive performance and 
identify professional development requirements; 

5. Manage delivery of contractual Performance Indicators across service delivery areas and 
ensure team activities comply with Multicultural Australia and program specific contractual, audit 
and service standard requirements; 

6. Responsibly manage budget and resources, including develop projections, workload 
management and profit and loss statement reviews with the support of Multicultural Australia’s 
Finance Team; 

7. Provide operational and strategic reporting to Executive Management on emerging trends that 
have potential to influence service provision; 

8. Prioritise client-centered, efficient and agile response strategies to operational challenges with a 
variety of stakeholders; 

9. Review, innovate and manage service delivery structures, systems and processes to meet and 
streamline requirements of the program; 

10. Represent the organisation across various level of the community and government sectors as 
required and where directed by relevant manager/s; 

11. Participate in organisation-wide leadership development and opportunities to maximise client 
settlement outcomes; 



 

12. Commitment to work rotational rosters on Multicultural Australia’s emergency phone including 
after hours, weekends and public holidays; 

 
And all other duties associated with the position.  
 
This position description will be reviewed biennially or when required.  
 
 


